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ABSTRACT

The purposes of this study are to classify apparel service quality elements using the Kano's
model, and to identify how much service quality can increase the degree of customer satisfaction
when the service quality is fully fulfilled. Women over 20 years-old from metropolitan areas par-
ticipated in the study. Data from 254 questionnaires were used for the statistical analysis. The re-
sults were as follows: First, 17 service quality elements were categorized into one-dimensional
quality which could lead to both satisfaction and dissatisfaction, and 3 services quality elements
were categorized into indifferent quality which neither result in satisfaction nor dissatisfaction.
Second, potential customer satisfaction improvement(PCS]) Index was developed using Kano mod-
el and C8 coeffient. Findings of this study provide both industry and academic researchers with a
guide to increase customer satisfaction in fashion retail store.
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